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Presentation Objectives:
❑ Recognise:

✓ To sensitize African EAP stakeholders on the digital revolution 

explosion which is underway, as well as focus on its possible impact, 

opportunities and threats. 

❑ Realign:

✓ To embrace the new digital revolution reality, and find ways to develop 

practical EAP service transformational goals and strategies.

❑ Reskill:

✓ To identify professional and support skills that are critical for effective 

future EAP services, and to endeavour to re-skill key role players.   
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Defining EAP

Employee Assistance is the work organisations’ resource, based on 

Core Technologies or Functions to enhance employees and the 

workplace effectiveness through prevention, identification, and 

resolution of Personal and Productivity issues.

The changing end-consumer needs, expectations 

and scope of EAP necessitates a deep review of 

the definition of this niche professional service 
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Fourth Industrial Revolution(4IR)

What Is It?

It is the current and developing industrial environment in 

which disruptive technologies and trends like Internet of 

Things (IoT); Robotics (Bots); Virtual Reality (VR); 

Augmented Reality (AR); Artificial Intelligence (AI); Big Data 

Analytics; Machine/Deep Learning; Blockchain; 3-D printing 

etc. are changing the way we live, work and relate to one 

another.

Prof Klaus Schwab: Founder And Executive Chair of WEF, Author of 4IR 

Fusion of technologies and humans resulting in 

the blurring of lines between physical, digital and 

biological spheres
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Historical Evolution

Of Global Industrial Revolutions

This emerging 4IR is differentiated from previous 

ones by the speed of technological breakthroughs, 

the pervasiveness of scope and tremendous 

impact of new systems. The exponential impact of 

disruption will cause change in every industry in 

every country.
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Fourth Industrial Revolution 

Opportunities And Threats
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.

New 4IR Businesses Causing Economic Havoc

The new disruptive technologies based entrants are 

eating established old order business models for 

breakfast…and the old order elephants are finding it 

very difficult and  slow to turn the corner, not agile 

enough.
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4IR And Its Associated Global Impact

4IR will result in worsening of inequality, with more 

marginalised current order employees, and resultant 

worsening of mental health prevalence.
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Historical Evolution Of Enterprise  

Computing And ICT 

Gone are the 80s days of giant mainframe IBM 

computers, in this emerging 4IR age forward looking 

companies understand that all employees and 

stakeholders have more powerful computers 

(smartphones) on their hands, and their enterprise 

ICT systems must be upgraded to comply. 
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From Analogue Technology Enabled EAPs To 

Smart Integrated Digital Mobile EAPs 

Integration of services or products delivery with 

Social media and access via on-the-go gadgets are 

going to be the new standard, if businesses want to 

survive and take advantage of 4IR opportunities.  
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Disruptive Technologies

What Are They?

Disruptive technologies are technologies that displace  

established technologies, and they often shake up existing 

industries or provide ground-breaking products/services that 

create completely new industries of the digital age. 

Every day or every week, new disruptive technology 

solutions are being rolled out by many enterprises, 

with consequent disruption of many established 

industries.
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Top 4IR Disruptive Technologies

Customised bundling of these Disruptive 

Technologies in robust digital platforms creates 

opportunities to radically change established service 

delivery models, and EAP industry is not immune to 

such change.
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Cloud Based, Integrated Tech-Platform With 

Multiple Service Touch Points Is The Future

Cloud based services enables secure access to 

services across multiple touch-points for 

consumers.
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4IR Bringing Serious Industrial Challenges

Employees of the emerging 4IR digital age will need 

to be highly skilled, have timeous access to lots of 

knowledge, and be able to collaborate with 

stakeholders without being fixed to a specific 

geographical location. 
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Majority = 50-59 yrs...LTIL

Emerging 4IR Employees Service Needs 
Require Completely New Engagement Methods 

The ideal employee of the emerging 4IR digital age 

will have totally different needs and expectations 

from their employers, as such forward looking 

companies must seriously look at investing in 

compatible technologies to optimise their 

productivity.
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Learning And Development For Employees

Of The Future Must Be Cloud Based

In the emerging 4IR environment, employees will 

have to acquire new skills, and cloud based 

ongoing learning and development will be critical 

to acquire new skills, and gamified learning will be 

the buzzword.
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Industries Technology Disruptions

Ticking Time-Bombs 

In two years time, services (including professional 

services) will need to leverage AI driven Bots to 

create service efficiencies, and provide useful 

intelligence to benefit customers 
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Industries Technology Disruptions

Ticking Time-Bombs 

4IR technologies are radically changing the way 

businesses are run, and by 2025 Bots driven by AI 

will take over many specialised jobs done by 

professionals 
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Health Industry 

Vulnerability To 4IR Disruptions

The time is slowly and dangerously ticking towards a 

‘Big Bang’ situation of health industry disruption, and 

how prepared is the African EAP industry for the 4IR 

technologies enforced change?
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Industries Technology Disruptions

Ticking Time-Bombs 

In 2015, about 47% of top global executives were 

anticipating moderate to massive disruption in 

Healthcare by 2016, and now three years later, 

majority of those execs would be in agreement that 

Healthcare industry is ripe for disruption. 
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Three-Tier Smart EAPs

Ideal Technology Platform

4IR technology platforms and apps are enforcing 

change of business models towards improved 

customers support, creative billing models, and 

predictive intelligence on customer or service trends.  
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Enterprise Benefits 

From Investing In 4IR Digital Technologies

There are lot of positive enterprise or service 

delivery upside benefits to embracing 4IR 

compliant disruptive technologies, more 

innovation, more efficiencies, better client 

experience, better customer/stakeholders 

intelligence.
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Enterprise Leadership Appetite For 

Embracing Technology Change 

Continuum

There is no ‘one size fits all’ approach to 

investing in ICT upgrades. Such a leadership 

decision must be a product of serious internal or 

external business factors towards improved 

productivity and competitiveness.
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Questions To Ask Before Embarking On 

Technology Upgrade Investments

A customised cost-benefit analysis needs 

to be conducted thoroughly, and must 

inform a phased step wise ICT upgrade 

approach.
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Expected Adoption Of 

Smart Connected EAP Solutions

As with all new inventions/innovations, early 

adoption will always be lukewarm, peaking over 

time, with others not convinced at all. Danger of 

slow adoption of these disruptive technologies 

poses serious risks of losing clients and industry 

market share.



26

Stakeholder Strategic Engagements 

It is critical for all key internal and external 

stakeholders to be engaged in the ‘pros and cons’ 

robust deliberations on merits of development of 

new ICT or augmentation of existing technologies, to 

ensure buy in new technology direction  
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Necessary Steps For Infrastructure 

Investments On Upgrades 

The above stairway approaches to embracing new 

enterprise technology upgrades have been ‘tried and 

tested’ amongst the early adopting enterprises. A 

careful step-wise approach at an organisations own 

pace will eventually take enterprises to the promised 

land.
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Adapt or Perish As The Current Telephone Based
EAP Service Delivery Goes Digital Big Time

EAP professionals and service providers must 

recognise that the type of emerging clientele is 

more do background research on provider on-

line or social media presence, and more 

informed. 
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Majority = 50-59 yrs...LTIL

A Digital Age Patient Is A Wealth Of Data 
Resource For Personalised Interventions 

In this age of wearable technologies, and other 

measurable biometrics, each patient seen must be 

seen as a gold-mine of valuable health information 

for personalised medical or wellness interventions
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Storage and Analysis Of Real Time Data From 
Multiple Sources For Actionable Intelligence

Optimisation of Big Data to gain insights on 

service quality and feedback, monitor 

efficiencies and prove value-add a must in the 

emerging EAP future.
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Integration Of Wearables Data With Smart 

EAPs Platforms Is Critical Going Forward 

In the new era of personalised medical/ 

wellness interventions, integration of real-

time personal biological vitals data with Smart 

EAP technologies is critical to optimise 

professional service value add
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Connected EAPs Must Also Integrate To 

National And Global Health Data Ecosystem 

The Smart EAPs technologies must integrate with 

broader credible national and global databases, to 

ensure prompt benchmarking and accurate 

diagnosis of pathologies leveraging machine 

learning and Artificial Intelligence 
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Value Based Smart EAP Services 

To Align With New Global Health Trends

At the WEF earlier this year, global leaders in 

health are unanimous that health services should 

be measured not on activities that are executed, 

rather focus should be on tangible value added 

based on intelligent Big Data.
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Web Based EAP Services 

Will Offer More Value To EAP Consumers 
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Anywhere, Anytime, Any Device, Any Browser 

Omni-Channel Future EAP Services Access 

The current EAP service delivery providers and 

stakeholders within Africa (including consumers of 

services) must ask themselves how can they 

leapfrog the continent towards Anywhere, 

Anytime, Any device and any browser model of 

EAP service delivery.  


